This study focuses on service quality in a public sector, Malaysia. This research is aimed at exploring the relationship between empowerment and responsiveness towards work quality, while reviewing customers' satisfaction towards government services, particularly towards the Royal Malaysian Police agency. This paper describes how the Royal Malaysian Police can use their employee work quality through the effectiveness, efficiency and productivity systems as tools to help them reach the highest level of customer satisfaction. Multivariate multiple regression technique was used to measure the relationship between the empowerment and responsiveness towards work quality of the employee. This study concludes that empowerment factor does significantly affect the work quality of the government employees, but their work quality does not satisfy the customers.
Introduction
There are about 1.6 million people working with the government of Malaysia (Chong, 2016; Lim, 2016) . According to Department of Statistics Malaysia (2016) , Malaysia civil servants makes up for about 10.8 percent of the overall labor force in Malaysia. Lim Kit Siang, Malaysia Democratic Action Party leader, indicated that Malaysia is ranked as the highest public servants-to-population ratio in Asia-Pacific (Zahid, 2013) . In year 2013, one of the ministers in Prime Minister Department contended that the number of public servants is sufficient, and have helped to improve Malaysia's competitiveness (Zahid, 2013) . However, this topic continues to be disputed up till today. Economist mentioned in a news article that government can tighten their spending further by cutting down on the "bloated" public service, as the "bloated" public service seemed to be a burden to Malaysia's economic more than an effective method to improve the services in Malaysia (Lim, 2016) .
As stated by Mansor and Che Mohd Razali (2010) , the role and services of the public sector in Malaysia has been extensively disputed in the parliament as it drives the image and the transformation in economic and social development. It was believed that the quantity within the public sector will provide a satisfactory service to the public.
Nonetheless, Malaysians seem dissatisfied with the delivery of civil services in Malaysia, which is signified by the number of complaints received by the Public Complaints Bureau over the years. In addition, Royal Malaysian Police agency appears to have received the most complaints for years (Public Complaints Bureau, 2016) .
Hence, this research is aimed at exploring the relationship between personal psychological factors (empowerment and responsiveness), work quality (effectiveness, efficiency, and productivity), and customer satisfaction, while reviewing customers' satisfaction towards government services, particularly towards Royal Malaysian Police agency. At the same time, this research can also review the effectiveness of police and provide further suggestions in improving government services as benefits for the public.
RESEARCH OBJECTIVE

•
To find the relationship between empowerment and effectiveness.
• To find the relationship between empowerment and efficiency.
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• To find the relationship between responsiveness and effectiveness.
• To find the relationship between responsiveness and efficiency.
• To find the relationship between responsiveness and productivity.
• To find the relationship between effectiveness and customer satisfaction.
• To find the relationship between efficiency and customer satisfaction.
• To find the relationship between productivity and customer satisfaction.
Literature Review
Empowerment
As reviewed by Polin (2013) , empowerment is commonly defined from three approach. They are the power approach (i.e., power sharing between manager and subordinate), participative management approach (i.e., act of sharing management power), and multidimensional approach (multiple internal components that lead to one's feeling of empowerment). In brief, as Lisa (2016) stated, empowerment simply means "becoming powerful" (p. 7), which allows employee to develop and improve continuously. The feeling of empowerment in employee thus becomes an essential factor to accomplish the good ends (Silver, Randolph, & Seibert, 2006) . As stated by Harris (2007) , empowerment gives an opportunity to improve customer service providers' decision-making ability while servicing the clients. In addition, Cook and Macaulay (1996) also explained that one of the major advantages of empowerment is the enhanced loyalty of employees through their proprietorship of decision influencing the workplace. This was supported by Namasivayam, Guchait, and Lei (2014) , who found significant influence of psychological empowerment on employee's satisfaction, which further gave rise to employee's organization commitment levels as well as customer satisfaction. Similarly, Yagil (2006) also showed that service providers with higher level empowerment experience less burnout, which further lead to higher customer satisfaction as compared to service providers with lower level empowerment.
Responsiveness
Responsiveness refers to "the ability to respond to customer's requirements in a timely and flexible" (Iberahim, Mohd Taufik, Mohd Adzmir, & Saharuddin, 2015, p. 15) . In the service line, responsivness is also defined as one's willingness to assist customer and provide quick service (Brady & Cronin, 2001; Ismail & Mohd Yunan, 2016; Kitapci, Akdogan, & Dortyol, 2014) . Daugherty, Ellinger, and Rogers (1995) , and Moyes, Cano-Kourouklis, and Scott (2016) found that responsiveness to customers is needed to build and sustain long term relationship with the customers. Daugherty, Ellinger, and Rogers (1995) further described the important relation between the responsiveness and enhanced operating performance (e.g., improved customer satisfaction, quality and productivity improvements, reduced cost, etc.). In the government sector, United Nations (2000) revealed that the wish for reponsiveness and accountability on the part of public servants increased as a result of the growing movement of the country. United Nations further indicated the need to create a policy that allows and facilitates local government to engage in effective local service delivery that is open and responsive.
Work Quality
According to Selvanathan, Balasubramaniam, and Thanaraju (2012) , the implications of work quality is the key factor in achieving customer satisfaction in public sectors. They found that 43% of the respondents in three different government agencies of selected states in Malaysia were not satisfied with the services provided, in which employees' attitudes appeared to be an important contributing factor that lead to the customer's dissatisfaction. As stated by Prentice (2013) , service quality of an organization is unique, and is often dependant on customers' perception of the organization's services. As such, this study will focus on the government sector'sof an effective and successful performance management program, which is designed to satisfy the customers' needs as the focus.
Efficiency
Efficiency refers to "the state or quality of being efficient" ("Efficiency", 2016, Def 1), in which efficient means "achieving maximum productivity with minimum wasted effort" ("Efficient", 2016, Def 1). In other words, efficiency may be achieved when one is able to perform or solve a problem in the best possible way with the least amount of time and effort used. As reported by Acharya (2016) , organizations have now recognized the importance of efficient consumer response, which can further increase the organization's competitiveness. Similarly, Jha and Kumar (2016) also affirmed that employees' efficiency and productivity are crucial to maintain a business in this new business era. Kumar (1996) further showed significant results on managers' effectiveness and ability to devote waiting time guarantees.
Productivity
Productivity is viewed as the proportion between output and input (Gummesson, 1998) . Gummesson (1998) further explained that the focus of productivity of an organization nowadays (and even in future) is no longer on cost reduction but revenue enhancement. In addition, he also viewed productivity as the result of the service provider, the customer, and the interactions between the two parties. This was supported by Royuela and Suriñach (2013) who reported a significant relationship between productivity and work quality (i.e., job characteristics, characteristics of employee, and characteristics of employment).
Customer Satisfaction
Ramachandran and Chidambaram (2012) indicated that the quality of customer services can be measured by the degree of customer satisfaction. Understanding customers' needs or expectations appeared to be an essential factor to be a successful service provider (Jonas & Kovesi, 2010) . Customer satisfaction was reviewed to have positive relationships with many aspects such as increased customer loyalty (Chang & Wang, 2011; Keshvari, Farashbandi, & Geraei, 2015; Lin & Sun, 2009) , increased repurchase intention (Lin & Lekhawipat, 2014; Liu, 1998) , creates positive word-of-mouth (File & Prince, 1992) , and so on. In addition, Adsit, London, Crom, and Jones (1996) also stated that maintaining customer satisfaction can further sustain administrative effectiveness. Besides that, Kumar (1996) also revealed that customers' satisfaction generally depends on the four fundamental performance criteria of the organization. They are product's quality, customer service, sales person's performance, and efficient and effective program delivery. Therefore, it is essential to train the personnel who provides frontline services to the customers' needs with good customer interactions manner.
Methodology and Findings
In achieving the objectives of the study, 200 questionnaires have been distributed to the Royal Malaysian Police agency in Selangor state, but only 86 have been returned back. The non-probability sampling technique, convenience sampling is used to obtain the data. The data collected is divided into two different groups, whereby data on the personal psychological factors towards work quality have been gathered from the respected employees while questionnaires on customer satisfaction are being congregated from the customers who experienced the services provided by the agency. All variables are measured by the 5-points likert scale questions from: (1) Strongly Disagree, (2) Disagree, (3) Neutral, (4) Agree, and (5) Strongly Agree. Data has been analyzed using SPSS Version 22 and the results are discussed below.
This study chooses the multivariate multiple regression technique to measure the relationship between the psychological factors and work quality of the employee. Hence, multiple regression analysis have been applied to investigate the association between the work quality and customer satisfaction. 
Normality Assumptions
Based on distributed
The norma observed v following factor and The multivariate test of general linear model assesses the significance of each predictors towards the set of dependent variables (Taylor, 2011) . Based on Table 4 .2, the effect of empowerment is significantly related to at least one of the three components in work quality of the employees. However, responsiveness effect is not significantly related to the work quality. The corrected model in Table 3 measures the significance of overall model. Therefore, the multivariate general linear model of personal psychological factors is found to be significant for all three variables of work quality. According to the effect interaction and the partial eta criterion (Garson, 2015) , empowerment is a significant predictor to respondents' effectiveness, efficiency and productivity in the work quality, controlling other effects in the model. Responsiveness effect is found to be insignificant, while empowerment appeared to be a more important factor in predicting the work quality among the public front-liners.
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Work Quality and Customer Satisfaction
Next, the effects of variables considered under work quality of the employees towards customer satisfaction are being examined using the multiple regression analysis. The results are showed in Table 4 and 5. Based on the R-square value in Table 4 , there is only a 1.1% variation in which customers' satisfaction can be explained by the predictors of work quality. No autocorrelation problem exists since the Durbin-Watson value falls within the range of 1.5 to 2.5 (Gul & Akhtar, 2016) , this also proves the assumptions of regression and multivariate technique that random errors are independent. However, the relatively small value of R-square is examined further in analysis of variance (ANOVA) in Table 5 . Thus, it is found that the model is not significant. The effect of each predictor towards the customer satisfaction has been inspected through the coefficient analysis. Table 6 shows that all variables of work quality: effectiveness, efficiency and productivity effects are not significantly associated with the customers' satisfaction. This has therefore proved that the model does not fit this study.
Conclusion and Recommendation
In studying the effect of personal psychological factors of the government front-line services towards the work quality, empowerment is a significant predictor to respondents' effectiveness, efficiency and productivity on the work quality, controlling for other effects in the model. Nevertheless, this study also examines the effect of work quality towards customer satisfaction, and it is found that effectiveness, efficiency, and productivity are all having no significant effects on customer satisfaction. Rather, this study concludes that empowerment factor does significantly affect the work quality of the government employees, but their work quality is not related to customer satisfaction. It is advisable that, further research should include rewarding and crediting as the categorical predictor variables in the work quality to explore its relationship towards customer satisfaction. According to Hicks (2015) , leaders and managers can improve their employees' performances and indirectly boost the effectiveness of their work by giving out incentives or acknowledging their work. This study also suggests that, there should be appropriate measures on work quality towards customer satisfaction before and after the employee receives certain recognition or token of appreciations.
